Gen Y: The use of information sources during political crises by Karjalainen, Wilma
  
 
 
 
 
 
 
 
 
 
 
 
Gen Y: The use of information sources during political 
crises 
 
 
Wilma Karjalainen 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
    Bachelor’s Thesis 
Degree Programme in Tourism 
2018
   Abstract 
 Date 
 
 
 
Author(s) 
Wilma Karjalainen 
Degree programme 
 
Degree Programme in Tourism 
 
Report/thesis title 
 
Gen Y: The use of information sources during political crises 
 
Number of pages 
and appendix pages 
 
37+1 
 
Since technology is a huge part of our everyday life, there is also a huge amount of infor-
mation available, thus it may not be that simple to identify the reliable sources. Especially 
in tourism industry it is crucial for the destinations' economies but also for the travelers’ 
own safety to find specific and updated information about the situations.  
 
This research intends to understand the opinions that the members of the generation Y 
have about the most reliable sources during political crises. The aim of this research is to 
provide the commissioner, the Association of Finnish Travel Agents (SMAL/AFTA), with a 
useful information about the behavior of generation Y as travelers. The Association of 
Finnish Travel Agents’ main goal is to improve the development of tourism industry in Fin-
land. The association is formed by over 170 travel agencies and the members employ 
about 2500 employees both in Finland and abroad.  
 
Theoretical framework of this research includes the definition of generation Y and the main 
characteristics for the generation. Secondly, political crises are being discussed together 
with an overview of top risks of 2017 and 2018. In addition, the concept of crisis manage-
ment is presented.  
 
Qualitative research method was chosen in order to gain deeper understanding of the 
thoughts and feelings of generation Y. The interviews were conducted as theme inter-
views. All together 15 interviews were conducted in April 2018. 
 
The results show that the majority of the members of generation Y prefer to search the in-
formation via internet using search engines rather than having specific sources. In most 
cases international news forums were seen having reliable and updated information about 
political situations. According to the data, political crisis would have an effect on generation 
Y as travelers, since they would consider changing the plans in case of a crisis. The inter-
viewees believed it would take several months after a crisis before they would think of trav-
eling to that destination.  
 
The research project started in the autumn 2017 and ended in May 2018. 
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1 Introduction 
These days everything is known within minutes. Digitalization has made it extremely easy 
to access and share a huge amount of information. Because of all the sources available it 
might not be as easy to determine which of them are reliable. Especially with tourism it is 
crucial that people get specific and updated information about situations in different desti-
nations, both for their own safety but also for the destination to maintain its vitality and for 
its economy to not weaken. Compared to other industries tourism sector is often seen to 
have remarkably higher risk to be exposed to crisis because its services, markets and op-
erations have a certain nature. Fortunately nowadays the awareness of this vulnerability, 
especially risks related to terrorism and natural disasters, has grown since the number of 
these events has also increased.  
 
The aim of this thesis is to provide useful information for the commissioner about genera-
tion Y travellers’ behaviour during political crises. The research problem can be defined 
through the following questions:  
 Which channels are used to find information of the situation in different 
destinations during political crises? 
 Does this information somehow affect the planning of the trip? If yes, in 
what sense? 
 For how long the information has an effect on travellers’ choices?  
Furthermore, it is especially investigated whether the Ministry for Foreign Affairs of Fin-
land’s web site is found reliable and useful. 
 
The topic for the research was found very current since the increased number of political 
crises around the world during the past few years. The topic was of interest for the author 
especially since she was on a holiday in Turkey only few months after the terrorist attack 
in Istanbul Atatürk airport on June 28th 2017 and was influenced by the instability. The au-
thor was also living in Greece having her internship during the summer 2015 when the 
country was having an extensive economic crisis, therefore the author was indeed af-
fected by the political decision making.  
 
The research project started in the autumn 2017 and ended in May 2018. Qualitative re-
search method was chosen to get a deeper understanding about the research topic and to 
better understand the views and feelings the themes evokes in people. Data collection 
was conducted in a form of theme interviews during the spring 2018. The target group 
was generation Y, more specifically people born between 1979 and 1994.  
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The theoretical part of this research paper starts with the definition of generation Y and 
the main characteristics for this generation. This is followed by a discussion about political 
crises concentrating especially on terrorism as it is a highly current phenomenon. The re-
search paper then introduces two organizations that are specialized in crises and the lists 
they have made of the possible crises for 2017 and 2018 are included. The last part of the 
theoretical framework presents the term crisis management also from tourism industry’s 
point of view to better understand what is expected in the field. The next chapters include 
methodology that explains which method was chosen for this research and the implemen-
tation. The final part of this research include the analysis of the results followed by discus-
sions of the main findings. 
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2  Suomen Matkatoimistoalan Liitto SMAL ry/Association of Finnish Travel 
Agents AFTA  
The commissioner of this thesis is The Association of Finnish Travel Agents 
(SMAL/AFTA). It was founded in 1940 and is formed by over 170 travel agencies, tour op-
erators and incoming agencies. AFTA improves the development of tourism industry in 
Finland and drives its members’ interests in relations with public authorities, legislators as 
well as in the field of domestic and international organizations. Their member companies’ 
total sales in 2015 was over 1.9 billion euros, which is about 95 % of the sector’s total 
sales in Finland. The member companies employ about 2500 employees both in Finland 
and abroad. As a member of  AFTA the companies are provided with services such as 
counseling in law and taxation issues, educational events with reduced price, visibility in 
the association’s web site and their member roster and possibility to take part in AFTA 
meetings and events for example MATKA Nordic Travel Fair which is commissioned by 
the association. (SMAL/AFTA, 2017.)  
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3 Generation Y  
The theoretical background of the thesis begins with the definition of generation Y, the 
most common characteristics for this generation and also looks into what is known of their 
behaviour as travellers. 
 
3.1 Defining the generation 
Generation Y, also known as the Millennials, Echo Boomers or the Digital Generation, is 
said to be the next big generation, which is why businesses are trying hard to understand 
the generation in order to capture and retain even a small piece of this market (Paul, 
2017). However, as with the name, researchers have not been able to unanimously spec-
ify the exact time period for the generation Y’ers to be born in. Most of the theories state 
that this demographical group consists of people born in the late 1970’s to early 1990’s, 
whereas some researchers have slightly different approach to this matter including people 
from the early 1980’s all the way to early 2000’s to this generation. (Donnison, 2007.) 
 
Due to the confusion over the birth and life span of the generation Y, some researchers 
prefer to split the generation into the older and younger representatives. This is also sup-
ported by some members of the generation Y, since they have shared their concerns on 
not being able to relate to all the characteristics that are used to describe the generation. 
(Ubl, Walden & Arbit, 2017.) 
 
For the purpose of this research the author of the thesis decided to follow the theory which 
states that the starting point for generation Y is 1979 and the endpoint is 1994. Further-
more the generation is divided into the older members of generation Y who were born be-
tween 1979 and 1986 and the younger members born from 1987 to 1994.  
 
3.2 The characteristics of generation Y 
Because of the uncertainty about the exact time gap of the generation Y’ers to be born in, 
there is also much debate about the main characteristics of the members of this genera-
tion. However generally self-assured, high self-esteem, and an optimistic outlook on life 
are traits commonly used to describe this generation (Donnison, 2007.). They are more 
communal than the generations before, which can be seen especially on social media and 
how this generation creates and openly shares content there for free with millions of oth-
ers. In contrast, while the characteristics above can be seen as rather positive traits of 
generation Y, there are also negative traits used to describe this generation. The genera-
tion is said to be impatient and that it does not cope well with failures (Vesterinen & 
Suutarinen, 2011, 121-120.) 
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From an early age children of generation Y have been exposed to technology, since they 
are the first generation born into The Information Age. This is also why they are some-
times called digital natives. They operate at fast speed, prefer graphics over text and are 
spending more time on their computer than outside getting fresh air (Benckendorff, 
Moscardo & Pendergast, 2009, 6.) The fact that generation Y has been growing up in the 
digital revolution, adapting quickly to new kind of technology launched (Vesterinen & 
Suutarinen, 2011), has also had an impact on how adaptable and used to multitasking the 
members of the generation are (Lower, 2007). Because of the huge role technology has in 
their lives, they do not have the same geographical boundaries than the generations be-
fore them. Generation Y receives and shares knowledge and information easily via differ-
ent pages in World Wide Web and are used to receiving information almost 24/7. This has 
led to the situation where becoming a professional does not necessarily require many 
years of education and research. (Benckendorff, Moscardo & Pendergast, 2009, 6-7.) 
 
Most likely, because of all the stimulus easily gotten from technology, the generation Y’ers 
like to be entertained and they get bored easily. They also embrace change and for this 
reason are constantly trying to find fresh ideas and new challenges (Lower, 2007). Unlike 
previous generations, generation Y’ers are not very brand loyal and prefer modern adver-
tising methods (Urwin & Venter, 2014). Urwin & Venter go on saying that people from this 
generation want messages to be quick, honest and direct and when making purchasing 
decisions, instead of advertising media, generation Y values most the opinions of their 
friends and family. 
 
Besides the Information Age, generation Y is also the first generation to be born into the 
age of terrorism which has resulted to their parents to be more protective towards their 
children. Studies have shown that also the members of this generation themselves are 
particularly concerned about security issues. Since generation Y’ers are seen as global 
citizens without geographical boundaries, these terrorism events have shaped them unlike 
the previous generations. This has everything to do with the timing and technology. The 
timing of the terrorism events has had a significant effect since most of the members of 
generation Y have had their values and beliefs being shaped during these events. In addi-
tion via technology enormous number of people is being exposed to almost instant news 
about these events and the information shared is usually not edited or censured in any 
way. For this reason generation Y, the Digital Natives, have been affected by terrorism 
events more than the generations before. (Benckendorff, Moscardo & Pendergast, 2009, 
7-9.) 
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However it is important to remember that time and personal experiences change all these 
traits. Since there are a few theories of who belongs to generation Y some of the mem-
bers are still rather young so they are still forming their values and worldviews and have 
not yet had the defining experiences. (Benckendorff, Moscardo & Pendergast, 2009, 20.) 
 
 
 
3.3 Generation Y as travellers  
A little is defined about generation Y as travellers yet researchers have found some key 
features for this. According to those researchers these features include the fact that gen-
eration Y is traveling more often when compared to the previous years and when taking 
their income into consideration generation Y is also willing to spend more money on 
travel.  Even though some researches show that generation Y is concerned about security 
issues, they are said to be intrepid travellers. They tend not to let problems like terrorism 
or natural disasters be an obstacle for their trips but mitigate the risks with searching for 
information about the situation in different destinations.  This generation is said to always 
explore more, various destinations outside the local region that have exciting adventures 
to offer. They value a contact with local people and an experience of their everyday life as 
well as a hint of the culture of places visited. Naturally for this generation bookings are 
more over the Internet rather than from a travel agency. (Benckendorff, Moscardo & 
Pendergast, 2009, 11.) 
 
 
Figure 1. The main characteristics of Generation Y  
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4 Political crises  
This chapter describes the type of crises that often have a connection to politics behind 
them, concentrating especially on terrorism since it has been the main topic of the discus-
sions about political security and tourism in recent years. Later on this chapter looks into a 
summary of the major possible crises in 2017 following an over view of the possible crises 
of 2018 that the professionals listed as top risks and conflicts to watch. 
 
4.1 Political instability 
There has been many geopolitical changes in the world over the last years that have had 
a lot of positive socio-economic and political outcomes. However, conflicts and wars within 
and between states seem to exist no matter what. Political changes have always had both 
positive and negative impacts on tourism and they will continue impacting tourism in vari-
ety of ways. (Butler & Suntikul, 12-13.) Ritchie (2009) notes that the consequences of po-
litical crises on the marketing of tourist destination may be longer and further-reaching 
than the effects that natural disasters often have. Governments with their political philoso-
phies and practises have a crucial role in tourism policy making and the management of 
tourism crises in this case. Governments can also be a primary or secondary cause of the 
evolution of the crises. In addition since tourism affects the economy of the destination 
country, almost all governments around the world have a major interest towards it and 
also participate in different ways. (Henderson, 2007, 33-35.) 
 
Thus politics in destination countries have repercussions for tourism and especially in 
case instability is generated, can cause crises. According to Poirier (Poirier, 1997) the def-
inition for instability on this matter includes “rapid and unpredictable change in strategic 
political or economic sectors”. Poirier goes on stating that there is no common explana-
tions or causes for instability. Political instability includes a great number of manifestations 
yet a list of six different types has been proposed. This list consists of international wars, 
civil wars, coups, terrorism, riots and political and social unrest and strikes. In more detail 
for instance hijackings, kidnappings, mass arrests, censoring of media, change in the gov-
ernment and arrests of significant persons are seen as a cause of political instability. 
(Henderson, 2007, 36-37.)  
 
Destinations with few threats to personal safety and security and little commercial uncer-
tainty attract more tourists. International tensions usually decrease the amount of tourists 
and make them choose other destinations with more personal security. This makes gov-
ernments’ role in tourism bigger since global happenings matter and it is important to 
maintain good relations with other countries. (Henderson, 2007, 34-35.) 
  
8 
4.2 Terrorism 
Terrorism is not an easy concept to define since it has a variety of meanings depending 
also on perspective hence a standard definition does not exist. Commonly it is described 
as premeditated politically or religiously motivated violence against civilians with the goal 
to influence an audience (Henderson, 2007, 53.) Tourism industry has a lot of external 
factors which makes it extremely vulnerable in this sense. Terrorism is not a new phenom-
enon in the industry but over the years it has become more commonly used for political 
purposes or simply to attain attention in global media. Violence, including bombings and 
shooting massacres in public places, is the most frequently used method, yet there are 
also other types of terrorism such as computer hacking, food poisoning and the use of 
toxic chemicals. (Henderson, Shufen, Huifen & Xiang, 2010.) 
 
Tourism sector is exceptionally exposed to terrorist attacks for various reasons. One of 
the main reasons nowadays is the worldwide publicity gained through media especially in 
the countries of origin of tourists involved in the attacks. Huge amount of material of the 
events can be seen online and in print which intensifies the fear and gives people a feel-
ing of continuing danger. This influences travel behaviour and consumers’ decision mak-
ing and may lead to the decrease of tourism and their spending in a destination. This also 
weakens economies in a way that may cause tensions among the locals and furthermore 
puts governments under stress. (Henderson, 2007, 55-59.) 
 
Although terrorists embrace their own revolutionary philosophies usually having a particu-
lar political fault in mind, nowadays religion, especially Islam, is more dominant reason be-
hind these attacks. The Al-Qaeda movement in the late 1970s and later on the formation 
of ISIS both have had the intention to promote a specific view of Islam and its invincible-
ness and to destroy contrary governments and belief systems. These groupings and other 
international jihadists in sympathy to them or their cause have been responsible for nu-
merous attacks all over the world during the past years. The attacks have often been di-
rected to international tourism yet naturally also domestic tourists and locals are at risk on 
crowded public places as well as on transport and even hotels. Thus Islamic extremism is 
seen as the biggest cause of terrorism. (Henderson, 2007, 53-54.) 
 
As we live in the world of technology, we have to remember that when the connectivity in-
creases, so will the risks. The truth is that even though this connectivity is seen to make 
life easier in many constructive ways it also benefits the terrorists and violent extremists in 
a destructive way. The terrorist activity includes not only physical but also virtual aspects 
from recruitment to implementation of the attacks. There is more easy ways to recruit new 
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people and get more attention worldwide due to the networks in social-media globally. De-
spite all the advantages technology provides to terrorists, it also makes them more vulner-
able. Terrorists are humans so they still need to be in a physical place to run their opera-
tions which is why they can also be found. (Schmidt & Cohen, 2013, 151-172.) 
 
4.3 Conflicts to watch 
The facts used in the following two subchapters are based on views and researches of 
two group of professionals of the field. The other one, Eurasia Group, is a company with 
offices in four continents. Eurasia Group states on their web site that they are committed 
to help their clients to make better-informed decisions in our uncertain world. (Our story, 
2018.) The other group of professionals is an independent organization called The Inter-
national Crisis Group who operates directly with a group of conflict actors. Their aim is to 
find and share information and also to work to find more intelligent ways to act for peace. 
(Who We Are, 2018.)  
 
4.4 Top risks in 2017 
Table 1. Top risks in 2017 according to The International Crisis Group and Eurasia Group 
(After Bremmer & Kupchan, 2018 and Malley, 2018) 
TOP RISKS 2017 
The International Crisis Group Eurasia Group 
Syria & Iraq Independent America 
Turkey China Overreacts 
Yemen A Weaker Merkel 
Greater Sahel & Lahe Chad Basin No Reform 
Democratic Republic of Congo Technology & The Middle East 
South Sudan Central Banks Get Political 
Afghanistan The White House vs Silicon Valley 
Myanmar Turkey 
Ukraine Norht Korea 
Mexico South Africa 
 
The International Crisis Group listed their views of the possible conflicts by country and 
they may be split into continents whereas Eurasia Group had more general approach to 
the issues. On the research of International Crisis Group one of the main issues was the 
Middle East and more specifically Syria and Iraq, Yemen and Afghanistan and the unsta-
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ble situation in these countries mostly because of the jihadi groups. From Africa the Inter-
national Crisis Group mentioned Democratic Republic of Congo with political crisis, South 
Sudan and its continuing civil war, Great Sahel and the issue of governments having lim-
ited reach in this region where jihadists and other armed groups fight over power and 
Lake Chad Basin with problems caused by the Boko Haram. Further, Myanmar was of 
concern of the International Crisis Group since the armed conflict in this country has 
lasted nearly 70 years and the end does not seem to happen in the near future. Ukraine’s 
conflict was mentioned too with the corruption and uncertain future with Russia’s military 
intervention. Turkey also made it to the list with the increasing number of violence and the 
conflict between the state and the PKK militants. Lastly the International Crisis Group took 
up Mexico and its relations with the neighbouring U.S. and Trump as a president since he 
is known to have strong opinions about immigration. (Guéhenno, 2018.) 
 
Eurasia Group started their list of top risks in 2017 with concerns about independent 
America where Trump wishes to get the U.S. out of its indispensable role in world affairs 
and concentrate fully on domestic problems. In addition the conflict between Trump and 
Silicon Valley’s entrepreneurs who voted against Trump made the group worried. The list 
continued with issues in China since the transition of the leadership was putting a lot of 
pressure on president Xi and the professionals were worried about his judgement con-
cerning especially foreign policy issues. A weaker Merkel was then mentioned as one of 
the risks as her leadership helped Europe with its financial crisis, with for example Brexit 
and Greek’s crisis but was then questioned and undermined due to series of different 
challenges. Also other leaders and their actions were of concern in the list since structural 
reform would be needed for the economic growth, according to Eurasia Group, but some 
of the political officials seemed to avoid it. As in the report made by the International Crisis 
Group also Eurasia Group listed the Middle East and their weak governments as one of 
the main risks. They were worried about the instability created by the increasing use of 
technology and the fact that it is also a tool for terrorists to recruit more easily. Another 
similarity between these two reports was the unstable situation in Turkey and some Afri-
can countries. Politicians’ blames on Central Banks was one point on the list, as it shakes 
the banks’ position as technocratic institutions and may lead to bigger economic conflicts. 
Lastly, North Korea and their advanced nuclear and missile programs was something to 
worry about according to Eurasia Group. (Bremmer & Kupchan, Top Risks for 2017, 
2018.)  
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4.5 Top risks in 2018  
Table 2. Top risks in 2018 according to The International Crisis Group and Eurasia Group 
(After Bremmer & Kupchan, 2018 and Malley, 2018) 
TOP RISKS 2018 
The International Crisis Group Eurasia Group 
North Korea China Loves a Vacuum 
U.S. - Saudi - Iran Rivalry Accidents 
The Rohingya Crisis: Myanmar and Bang-
ladesh 
Global Tech Gold War 
Yemen Mexico 
Afghanistan U.S. - Iran Relations 
Syria The Erosion of Institutions 
The Sahel Protectionism 2.0 
Democratic Republic of Congo United Kingdom 
Ukraine Identity Politics in Southern Asia 
Venezuela Africa's Security 
 
When it comes to the risks in 2018 the International Crisis Group mentioned some of the 
same risks that they listed in their previous report. The Middle East continues to have a 
spot on the list with still rising tensions in Syria, Yemen and Afghanistan. In addition to 
these the Crisis Group mentioned the relations between the U.S., Saudi Arabia and Iran. 
According to the International Crisis Group the U.S.’s aggressive strategy with Saudi Ara-
bia towards Iran will most likely create more conflicts. Also Myanmar stayed on the list 
since the crisis has a new, dangerous phase that threatens the hardly achieved stability in 
the country. Furthermore the crisis in Ukraine, the Sahel region and in Democratic Repub-
lic of Congo are still in danger to escalate. Furthermore the International Crisis Group had 
some new concerns. They mentioned North Korea and their nuclear and missile programs 
which Eurasia Group took up already in their 2017 report. The International Crisis Group 
noted that North Korea’s programs together with Trump’s bellicose policy highly increases 
the threat of war between the U.S. and North Korea. Finally on the list was Venezuela 
since their President Nicolás Maduro’s government has made decisions that have caused 
more problems to the country so the humanitarian crisis is expected to escalate during 
2018. (Malley, 2018.) 
 
This year there is only few similarities between the International Crisis Group’s and Eura-
sia Group’s reports, one of them being the U.S. – Iran relations. Eurasia Group’s concern 
of this relation focuses especially on whether the nuclear deal Joint Comprehensive Plan 
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of Action (JCPOA), will survive or not because if it fails the consequences for the whole 
world are dangerous. Eurasia Group also mentioned Africa’s security as a whole, as the 
problems from previous years concerning militancy and terrorism are expected to inten-
sify. Al Shabaab in East Africa and Al Qaeda in West Africa are targeting countries that 
are more vulnerable than before and unified support from external partners is harder to re-
ceive. The last similarity is crises in Southeast Asia. Eurasia Group sees identity politics 
as a next big phenomenon in southern Asia and the Indian sub-continent. It comes in vari-
ous forms including Islamism, negative sentiments toward Chinese and other minorities 
and intensifying Indian nationalism. This trend is a threat for the future of the region. Fur-
thermore economic planners and foreign investors might face unexpected challenges. 
(Top Risks for 2018, 2018.) 
 
The report goes on with Eurasia Group listing events taking place in Mexico this year 
when the International Crisis Group saw problems in Mexico in 2017. According to Eura-
sia Group if there is no deal in the ongoing renegotiations of The North American Free 
Trade Agreement, NAFTA, Mexican economy will suffer considerably which also affects 
the U.S. economy. Next, the strengthened status of China’s political model compared to 
the U.S. and China’s President Xi Jinping’s willingness to extend China’s influence is seen 
as a great risk for the whole world. The global business will have to adapt to the rules, 
standards and practises that China pushes forward and some countries are not willing to 
let China take this big role on the world market. China is also included to the risk that the 
tech war mostly between China and the U.S. creates. Both countries are willing to master 
artificial intelligence, the AI, in order to gain economic power and the winner of this battle 
could easily dominate the coming years economically and also geopolitically. The UK is 
next on the list with its problems with Brexit negotiations together with difficult domestic 
politics. The negotiations over the amount the UK has to pay to the EU are not done and 
the end does not seem to be anywhere near. The Prime Minister Theresa May will have to 
decide and define whether she and her government wants to stay close with Europe or 
prioritize its independence. Eurasia Group listed accidents in general as a risk. There has 
not been a major geopolitical crisis lately but the possibility of such accidents has risen 
significantly and will continue to do so. Also the trust in technocratic institutions has 
strongly weakened and the result is often seen as instability or authoritarian rule. Further-
more policymaking becomes unpredictable when institutions are no longer seen trustwor-
thy. (Top Risks for 2018, 2018.) 
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5  Managing Crisis 
In this chapter the concept of crisis management is presented and its importance in tour-
ism sector is discussed. The different stages of tourism crisis management are also intro-
duced. 
 
5.1 Crisis management 
According to Henderson (2007, 164) crisis management as a term refers to “the re-
sponses to a crisis by organizations affected and their attempts to exercise some control 
over its progress and outcomes.” Henderson goes on stating that the main goal is always 
to eliminate the dangers that the crisis creates and to minimize damage. In order to 
achieve these goals not only needs the organization to have the crisis management plan 
in place but also it has to have educated employees that are trained to act in the event of 
a crisis (Saleh, 2016, xi). Crisis management has developed over the years and it has be-
come more concentrated on awareness of possible threats and preparedness to prevent 
and face them. Such practises help to know how to act if the threats were to happen in re-
ality. Even though every crisis is unique in every way, some common features can be ob-
served and valuable information can be gained from the experiences from previous crisis. 
(Henderson, 2007, 163-164.) Detecting the signals of a possible crisis together with ap-
propriate actions can reduce the repercussions of an on-going crisis or in the best case 
scenario even prevent one. Therefore it is remarkably important to learn to detect these 
signals. (Saleh, 2016, xiv.) 
 
Crisis management includes four phrases: reduction, readiness, response and recovery. 
Reduction stage includes identification and analysis of the possible threats together with 
the steps to eliminate these risks if possible or at least reducing the effects or the likeli-
hood for them to occur. Crisis management plans are part of the readiness and response 
stage. The plan includes guidelines for response before, during and right after a crisis, giv-
ing a precedence to operational matters and the safety of staff and customers is always 
the immediate priority together with securing and protecting property. The plan also has 
reference to communications, thus it is important that the information is gathered and pro-
vided to all the parties interested, for example the friends and families of the tourists 
caught up in the crisis. Finally, recovery stage is about making coordinated efforts to re-
generate a community after a crisis. (Henderson, 2007, 164-169.) 
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5.2 Tourism crisis management 
When it comes to tourism, the term crisis is often defined as any event that somehow dis-
turbs the tourism industry to operate normally (Anderson, Prideaux & Brown, 2006). In 
tourism the causes of the crises can originate from economics, politics, societies, the envi-
ronment, technology or even from the industry itself. Even though all the industries are 
certainly somehow prone to crises, tourism sector is often seen as being extremely sensi-
tive since its services, markets and operations have a certain nature. (Henderson, 2007,  
163.)  
 
In tourism crisis management the stages are extremely important, since the size and 
structure of the industry is unusual. There is many parties playing a role, hence it is crucial 
that these parties maintain good relations between each other. In case of a crisis, commu-
nication is easier when relations are maintained. The tourism crisis management plans 
are of high importance since there is unusually large amount of lives in danger. In addi-
tion, compared to an organization, recovery within a destination requires much wider 
framework and a considerable amount of endeavour from the community. (Henderson, 
2007, 167-169.) 
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6 Methodological framework 
This chapter will introduce research methodology by first looking into different research 
methods from theoretical point of view, then moving on to the reasons why the author 
chose qualitative research method for the theses. Finally validity, reliability and also the 
limitations and delimitations of the research are to be discussed.   
 
 
6.1 Research methods 
A research always starts with a problem or a question which then defines the best method 
for the research. Typically the methods are divided into qualitative and quantitative re-
search methods. (Kananen, 2013, 22-23.) According to Finn, Elliott-White & Walton 
(2000) the most simply way to distinguish the difference between these two is to note that 
in quantitative research the data is presented in numbers whereas in qualitative research 
the data is in words.  
 
Qualitative research aims to understand and explain different phenomena, not to general-
ize as quantitative research does. The method is often used when there is little or no ex-
isting information about the topic and a phenomenon needs a deeper analysis. In qualita-
tive research there is always a risk that the researcher might somehow affect the results – 
consciously or unconsciously. (Kananen, 2013, 26-27.) Qualitative research is needed 
when the behaviour, emotions and attitudes of people are to be researched. The data of-
ten is expressed as verbiage. (Arendt, 2012.) 
 
In quantitative research the aim is to generalize a certain phenomenon. In this case, the-
ory already exists and the researcher applies and tests it in practice with hypotheses. The 
research setting can be arranged so that the researcher has a minimal effect on the result, 
for example when surveys are send to the respondents. (Kananen, 2013, 26-27.) While in 
qualitative research the respondents are specifically chosen, in quantitative research the 
selection can be and usually is totally random. (Arendt, 2012.) Below is a table of the main 
differences between these two researches.  
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Table 3. Main differences between qualitative and quantitative researches. (After Arendt, 
2012.) 
  Qualitative Quantitative 
Purpose To develop theory To apply theory 
Process From practice to theory From theory to practice 
Sample size Small Larger 
Sample selec-
tion 
Purposeful Random 
Setting of the in-
terviews 
Natural setting Laboratory setting 
Analysis 
Versatile; words, Hand cod-
ing/theming, Computer as-
sisted software programs 
Limited; numbers, Statistical 
tests, Statistical software pro-
grams 
 
Furthermore mixed methods is sometimes used, where the elements of both quantitative 
and qualitative researches are utilized, in order to understand the phenomena even more 
thoroughly (Teddlie & Tashakkori, 2011). One example of this method is triangulation, 
where more than one research methods are used to approach a research problem 
(Kananen, 2013, 33-34). 
 
The author of the thesis chose qualitative research method to gain deeper understanding 
of the thoughts of generation Y representatives about reliability of the information sources. 
The commissioner of the thesis precisely wished to get data in words rather than numbers 
so it was clear to conduct the research using qualitative method. Furthermore political cri-
ses is a topic that involves a lot of emotions, therefore qualitative research enabled the 
author to gain thorough understanding of the topic. The next chapter describes more spe-
cifically the method chosen for this thesis. 
 
6.2 Theme interviews 
Theme interview is a semi-structured interview method. The one and only definition for 
semi-structured interview does not exist but the common feature for them all is that one 
aspect of the interview is decided beforehand, not all of them. Some researchers for ex-
ample define this method so that all of the participants will have exactly the same ques-
tions but the researcher may change the order of them, other definitions say that the 
questions of the interview are decided beforehand but the answers do not have to follow a 
certain pattern, instead the participants may answer using their own words. (Hirsjärvi & 
Hurme, 2015, 47.) In theme interview the aim is to get an in depth understanding of a phe-
nomenon. Themes in this case are topics for the conversation during the interview, not the 
actual questions. The idea is that new topics and questions arise when the interview goes 
on. (Kananen, 2013, 93.) 
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Theme interview fitted the purpose of this research since in the meeting with the commis-
sioner the main questions formed the topics clearly. The themes were: travel habits, Min-
istry for foreign affairs in Finland and political crises. The interview questions for each 
theme were assigned as shown in the translated table below. A table of the original ques-
tions in Finnish can be found in the attachments. 
 
Table 4. Theme interview structure 
Theme 1. TRAVEL HABITS 
How often do you travel for a holiday in Finland? (< once a year / 1-2 trips per year 
/more than 2 trips per year) 
How often do you travel for a holiday abroad? (< once a year / 1-2 trips per year /more 
than 2 trips per year) 
Do you prefer package tours or do you like to book everything separately by yourself? 
How often do you go for a business trip?  (< once a year / 1-2 trips per year /more than 2 
trips per year) 
Do you book these trips by yourself or does someone do it for you? 
What are the most important things that you find out before your trip? Which sources do 
you use?  
Theme 2. THE MINISTRY FOR FOREIGN AFFAIRS OF FINLAND 
Are you familiar with the website of the Ministry for foreign affairs in Finland and what 
kind of information you can find there? Do you use it as a source?  
Do you know what are the 4 Ms of travel?  
a. Current facts about the destination (Matkustustiedote)  
– Do you read them? 
b. Travel notice for the foreign affairs office (Matkustusilmoitus) 
– Do you do it? 
c. Travel insurance (Matkavakuutus) 
– Do you take it? 
d. Travel documents (Matkustusasiakirja) 
– Where do you check what you need? 
Theme 3. POLITICAL CRISES 
 What is a political crisis in your opinion? Have you had any experience of political crises 
during your trips? 
What kind of thoughts the next few events bring to your mind? 
a.    War 
b.    Civil war 
c.    Coup d’état 
d.    Terrorism 
e.    Protests and political and social unrest 
Which sources would you use to find more information if you hear that there is a crisis 
happening in your destination? (Local/ national/ foreign sources) 
Is there some crisis that would make you change your plans to travel to a certain desti-
nation or in general?  
Could you estimate for how long would that crisis affect your travelling? (In long-/ short-
term) 
Lets imagine a situation: You have booked a trip (package tour/self-booked) and you 
hear that there is a crisis going on. How do you proceed? What do you do first? 
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6.3 Implementation of data collection and data analysis 
All together 15 individuals were interviewed for this research. The plan in the beginning 
was to gather 20 interviews but after 10 interviews the answers significantly started to re-
peat themselves so the author decided to interview 15 people. Interviews were conducted 
between 01.04.2018 and 23.04.2018. Participants were chosen from the target age group, 
most of them being friends of the author. As mentioned in the chapter 3.1 the participants 
were divided into the older and younger generation Y representatives. 40% (6) of the par-
ticipants were members of the older generation Y and 60% (9) of the participants were the 
younger generation Y representatives. Interviews were held at homes of the participants 
or the author or in other locations that had minimal distractions. Each of the interviews 
lasted approximately 30 minutes and the author made detailed notes during all of the in-
terviews. The language of all the interviews was Finnish.  
 
The data was analysed using content analysis, which refers to the process of categorizing 
data to classify, summarize and tabulate the data (Qualitative Data Analysis, 2018). The 
author tried to find repetitive themes and patterns, then to put them into different catego-
ries which helped to understand the data better.  
 
The results chapter includes quotations from the interviewees. Each interviewee is re-
ferred with a code after the quotation. The newer members of generation Y are coded as 
A, for instance A1 and the older members as B, for instance B1.  The table 5 below illus-
trates the coding system.  
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Table 5. Codes of the interviewees 
 Birthyear Code 
Newer members 
of generation Y 
(A1-A9) 
1994 A1 
1994 A2 
1994 A3 
1994 A4 
1991 A5 
1990 A6 
1989 A7 
1989 A8 
1987 A9 
Older members 
of generation Y 
(B1-B6) 
1986 B1 
1986 B2 
1985 B3 
1983 B4 
1981 B5 
1980 B6 
  
6.4 Reliability and validity 
Reliability of the research refers to repeatability, consistency. This means that if the re-
search was to be conducted again, the results would be the same. (Kananen, 2013, 115-
116.) However in qualitative research it is not always easy to measure its reliability espe-
cially when researching people and their thoughts, feelings and beliefs. It is important to 
remember that these factors may change during the time or by the effects of events so the 
results of the same research might not always be exactly the same. (Hirsjärvi & Hurme, 
2015, 186.) Validity of the research is seen as whether the results are truthful and accu-
rate (LoBiondo-Wood & Haber, 2014, 290). As with reliability, validity is also originally 
from quantitative researches so the concept is not always easy in qualitative researches. 
It is thus important that the researcher carefully chooses the method that fits the purpose 
of the research the best. (Hirsjärvi & Hurme, 2015, 186-187.) 
 
In qualitative research the concepts of reliability and validity are not unambiguous, since 
they are originally from quantitative researches, yet many researchers still use these 
terms also in qualitative research. The terms have been criticized by many and the 
common thought is that they need to be redefined in order to meet the criteria of quality of 
a qualitative research. Hence, credibility, dependability and transferability are terms used 
more often in qualitative research. (Golafhsani, 2003.) Credibility refers to the 
trustworthiness of a research, which can be seen close to validity.  Dependability then 
closely corresponds to reliability. (Golafhsani, 2003.) Transferability of a qualitative 
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research refers to the possibility to transfer the research into another context. In a way 
reliability in quantitative research also includes this concept. (Tuomi & Sarajärvi, 162.)  
 
In order for the research to be reliable and valid the author considered the required areas 
and the aim of the research was kept in mind during the whole process. The structure of 
the interview was carefully considered and the participants were selected rather than ran-
domly chosen. The author tried to get representatives of each of the birth years and a 
large sample enabled to get reliable results. During the interviews comprehensive notes 
were made and right afterwards the author made sure that she had gotten everything 
needed. The distribution of birth years is shown in the table below.  
 
Table 6. Distribution of the birth years of the interviewees. 
 Birthyear Interviewees (15) 
Newer members 
of generation Y 
(9) 
1994 4 
1993 0 
1992 0 
1991 1 
1990 1 
1989 2 
1988 0 
1987 1 
Older members 
of generation Y 
(6) 
1986 2 
1985 1 
1984 0 
1983 1 
1982 0 
1981 1 
1980 1 
1979 0 
 
6.5 Limitations and delimitations 
Limitations are seen as weaknesses in a research (Altinay;Paraskevas;& Jang, 2016, 
132). In this research, one of the limitations was the fact that the information about the 
theme 2 was party only in Finnish and in Swedish so it was difficult to interview English 
speaking people. Translating that part of the interview in English did not give enough rea-
sons to choose participants that would not have understood Finnish or Swedish since they 
most likely would not have had the Ministry for foreign affairs of Finland as their source 
and would not have heard about the content.  
 
  
21 
Furthermore delimitations, the weaknesses the author decided to have in this research in-
cluded the choice of the research method. If it would have been quantitative research it 
could have let the author make more generalizations. Also the decision not to record and 
transcript the interviews can be seen as another delimitation. By having recordings it 
would have enabled the author to go back to them and make sure that all the important 
thoughts are written down. The decision was made due to the fact that making transcripts 
would have taken so much time that the graduation of the author would most likely been 
postponed until the Autumn of 2018.  
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7 Results 
In this chapter the results are presented. The themes of the interviews have been put into 
sub-chapters and in each the main findings have been discussed. Some of the thoughts 
that arose during the interviews have been presented in translated quotations to help bet-
ter understand the views and feelings of the participants. In addition the possible differ-
ences between the newer and older representatives of generation Y have been discussed 
in every chapter even though in most cases these differences were not significant. Finally, 
a summary of the main findings of this research has been presented in its own sub-chap-
ter.  
 
7.1 Theme 1. Travel habits 
Most of the interviewees prefer to book everything including flights, accommodation and 
other possible amenities by themselves rather than choosing package tours. The main 
reasons mentioned was saving and the variety of options. The interviewees' view was that 
they have more options to compare and choose from and by doing this they can some-
times save a notable amount of money. In addition, it was mentioned that booking every-
thing separately gives more room for spontaneity for example a possibility for a sudden 
change of the location. 
 
"I always book everything separately by myself because there is more room 
to compare the prizes of the flights and hotels. And of course this way you 
can for example change the city if you have a sudden will to do so or if the 
hotel is bad. This can't be easily done if you have bought a package tour." 
(B1) 
 
On the other hand, some of the interviewees said that they use both, and choose it de-
pending on the destination. For beach resorts these interviewees prefer package tours be-
cause of their simplicity and when going to the city they book everything separately by 
themselves. One of the reasons mentioned was that in their opinion the supply for city 
package tours is rather narrow. 
 
"When travelling abroad it depends on the destination; if I'm going for a beach 
holiday I often choose package tours because I want everything to be easy. 
But then for a holiday in a city I like to book things by myself. And I don't think 
  
23 
I've even seen that many options for city package tours. The supply is very 
bad." (A5) 
 
When asked about the sources people use to find information about the destinations and 
their trips in general most of the interviewees said that they use search engines like 
Google and choose from the sources it gives. All of the interviewees were not able to 
mention specific sources, in most cases they did not remember since they quite randomly 
choose the sources from Google. The specific sources that were mentioned during the in-
terviews were 
o Google 
o The web sites of the travel agencies 
o Insurance companies' web sites 
o Rokote.fi 
o Trip Advisor 
o Travel blogs 
o Rantapallo.fi 
o Wikipedia 
o The web sites of the destination cities 
o Google maps 
o Word of mouth 
o Guide books of the destinations 
 
The information searched before the trip was mostly connected to the activities in the des-
tination. Looking for restaurants, attractions and museums were mentioned many times. In 
addition price levels and the weather were of interest of the interviewees. Only one of the 
interviewees mentioned checking the destination’s situation in general, whether it is 
peaceful and secure at the moment or not. The majority of the interviewees said they usu-
ally compare a few sources to see if they are reliable and that the date the information 
was published also matters in this case. 
 
7.2 Theme 2. Ministry for foreign affairs of Finland 
Ministry for foreign affairs of Finland turned out to be rather unfamiliar to the interviewees. 
None of the interviewees said that they have specifically used their web site as a source, 
instead mentioned they have visited the page only once or twice. 8 out of 15 interviewees 
said they have never visited the Ministry for foreign affairs of Finland’s web site. The main 
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reason for this was that the web site has not been among the first suggestions Google 
search has given them. 
 
“Not familiar to me, someone might have mentioned there is useful infor-
mation, but I have not gone there by myself. Usually when I google these 
things, their web site just isn't on the first page that google gives me.” (A8) 
 
There was a significant difference between the answers of the older and newer members 
of generation Y when asked about their opinions of the Ministry for foreign affairs of Fin-
land and their web site. Even though all of the interviewees saw the web site as a highly 
reliable source, the newer members of generation Y thought the web site is too formal, 
boring and that the Ministry itself is not approachable.  
 
“In my opinion the web site is too formal, as is the Ministry itself. It would be 
important to change their image a little so that a nobody like me would feel 
comfortable enough to use their web site.” (A8) 
 
“I think of the Ministry for foreign affairs of Finland more in case there is 
some problems concerning my trip, it’s too formal. The web site too, looking 
at it makes me want to improve my posture on this chair. I feel like if they 
had a target group, I would not be in it. They should make themselves more 
easily approachable.” (A5) 
 
The older members of the generation thought that the web site is very clear and simple 
enough to suit the purpose and the Ministry for foreign affairs of Finland. Additionally they 
too thought that most likely for the younger people the web site is too blank.  
  
“The layout of the web site is clear, pleases my eye, simple. Gives me a reli-
able image of the Ministry for foreign affairs of Finland. Though younger peo-
ple probably expect more details and colors and pictures and everything 
special.” (B4) 
 
“Few years ago I kinda ended up on their web site and realized how good 
information they have, especially about security. I think it is absolutely relia-
ble, no need to compare millions of sources at least.” (B3) 
 
As suggestions to what the Ministry for foreign affairs of Finland should do to make people 
use their web site more, most of the interviewees said the Ministry should advertise more 
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and take more active role in social media, since in their opinion that is the way to reach 
people nowadays. Also the image of the Ministry for foreign affairs of Finland is quite stiff 
so by somehow changing that to more approachable one could have positive outcomes.  
Furthermore the interviewees really liked the web page with Madventures and suggested 
more content like that.  
 
When discussing further about travel security and the content the Ministry for foreign af-
fairs of Finland has created with Madventures, the 4Ms of travel (Matkustuksen 4M:ää), 
only 2 of the 15 interviewees had previously heard of it. Many of the interviewees liked the 
layout of the web site and mentioned they could not have thought the Ministry for foreign 
affairs of Finland was involved since their own web site is so different.  
 
“Never heard of it, but the web site is super different (compared to the Minis-
try for foreign affairs of Finland’s own site) and so much better! Doesn’t re-
mind me of the Ministry at all!” (B1) 
 
“I have never heard of it, it’s a shame! Looks super cool… And they have 
gotten cool guys included to the project, what is this?” (A9) 
 
Most of the interviewees thought they could utilize the 4Ms more if traveling to a destina-
tion that is or has recently been unstable. None of the interviewees had ordered or read 
current facts about the destination (Matkustustiedote) before, but, as mentioned, could im-
agine doing so if traveling to a destination with uncertainty. Only 3 of the interviewees said 
they always make a travel notice for the Ministry for foreign affairs’ office (Matkustusilmoi-
tus). Most of the interviewees said they do not see it necessary when travelling some-
where close. Travel insurance (Matkavakuutus) was something all of the interviewees al-
ways said to have when they travel. Most of the interviewees had not travelled to a coun-
try where they would have needed other documents than a passport so the question 
about travel documents (Matkustusasiakirjat) was not that relevant for them. Also in this 
case the interviewees said that they would check which documents are needed using 
Google. Other sources mentioned were rantapallo.fi and travel agencies.  
 
7.3 Theme 3. Political crises 
Only few of the interviewees remembered having had some kind of experiences concern-
ing political crises. None of them had been at the scenes of the events, but for instance a 
trip had been cancelled due to an unrest in a country and few interviewees had been in 
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the same country but in another city than in which the crisis happened. All of the interview-
ees were aware of the crises that have recently been happening around the World. 
 
The interviewees were asked to describe anything and everything that comes to their 
mind when they hear a certain crisis mentioned. The crisis were mentioned one by one 
and after each the interviewees were given time to answer. The crisis were mentioned in 
the following order: war, civil war, coup d’état, terrorism, protests and political and social 
unrest. 
 
First of the crisis was war. The main thoughts that came up during the interviews are 
shown in the picture below. The bigger the word the more times it was mentioned by the 
interviewees. 
 
Figure 2. What does war bring to your mind? 
 
Many of the interviewees said that thinking about wars is rather absurd to them since Fin-
land is such a secure and peaceful country. Furthermore many of the interviewees 
thought how nowadays wars are unnecessary and that there should always be a better 
way to solve conflicts than wars, because also innocent people always die.  
 
“Of course a certain anxiety and empathy for the victims comes to my mind, 
death. This is a thing I cannot completely understand. Anger, because in my 
opinion nowadays there should be a better way than war and violence. And 
nowadays I expect the decision-makers to be more intelligent so that they 
would not need to put their people in danger just to get more land or some-
thing.” (A9) 
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Civil war and the thoughts it brought seemed to be the most difficult for the interviewees to 
describe. The thoughts on this were quite similar among all of the interviewees. They 
mentioned the Finnish civil war between the Reds and the Whites, civil wars in African 
countries and blood diamonds. Most of them also believed there is some sort of inequality 
and a will to change things behind a civil war. 
 
“Kind of the same thoughts than with wars, anger. And also questioning the 
reasons of civil wars; can’t people of the same country live in peace even if 
their thoughts and believes differ?” (B6) 
 
More feelings and thoughts the interviewees mentioned are shown in the picture below.  
 
 
 
   
 
 
 
 
 
 
 
 
 
Figure 3. What does civil war bring to your mind? 
 
Coup d’état as a term was quite unfamiliar for most of the interviewees thus did not create 
that much discussion. However, it was seen not only as a threat but also as a possibility 
depending on the baseline. If the government does not promote the welfare of the citi-
zens, it was seen as a possibility but if there was only greed for power behind it then it 
was seen as a negative event. Many of the interviewees mentioned the recent coup d’état 
in Turkey. 
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“A bit absurd in a way, brings the Middle Ages to my mind. Nowadays these 
probably can happen more peacefully after discussions. It makes me anx-
ious to think what would happen if someone just announced that they are the 
president now, not Sauli. I would leave the country.” (A9) 
 
When terrorism was mentioned, it was the most sensitive term for most of the interview-
ees. Many of them said they cannot truly understand such horrors and mentioned how 
these events have made them question whether it is safe to travel anymore. They were 
also afraid these events will become more and more part of our everyday life. Furthermore 
many of the interviewees said whenever there is news about new strikes in media they al-
ways empathize with the victims and their families and those news make them extremely 
sad. Even though religion and more specifically Islam was mentioned, many of the inter-
viewees still said they understand there is a lot of misunderstandings concerning Muslims.  
 
“Words cannot describe how terrible these events are, I cannot understand 
them at all. It is stupid that these events are justified because ‘our religion 
tells us to do so’. We should not let the fear take control of us. Media should 
also understand not to give too much attention to these events, isn’t that ex-
actly what terrorists want?” (B4) 
 
The picture below shows the main thoughts from the interviews. The bigger the word is 
the more times it was mentioned by the interviewees.  
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Figure 4. What does terrorism bring to your mind? 
 
Protests were seen as rather positive events, since in Finland they are legal and most of 
the times there is no conflicts. Many of the interviewees also noted how it is important that 
the citizens have the right to express their opinions. The protests abroad brought more 
negative thoughts for most of the interviewees, since they believe the worst parts are usu-
ally shown in media. Political and social unrest was a very stressful thought for most of the 
interviewees. Many of them believe there is often a need for a change if the situation in a 
country becomes unstable with unrests. 
 
When the interviewees were asked whether they would use local, international or domes-
tic sources if they heard of a crisis in their destination most of them said they would first 
use local if there was no language barriers. Many of the interviewees noted that usually 
there is no possibility to utilize the local ones since they do not speak the language, so in 
that case they would resort to the international ones. The reason for this was that most of 
the interviewees said they would read news to get information and they feel like the infor-
mation does not reach Finland and its news forums as fast as international. Especially 
CNN and BBC was mentioned many times as a possible source. Only 2 of the 15 inter-
viewees said they would check the Ministry for foreign affairs of Finland for more infor-
mation. In addition the interviewees who said they prefer package tours mentioned they 
would contact the travel agency. 
 
  
30 
The interviewees were asked if there is certain crises that would make them change their 
travelling plans and to estimate for how long the crises would affect. Most of the interview-
ees said terrorism and wars are events that would have an effect on their plans. Further-
more, it was the newer members of generation Y who said they would change their plans 
more easily straight away in case of a crisis. Most of the older members of generation Y 
believed they would estimate the situation first by looking for more updated information 
before changing the plans completely. The majority of the interviewees estimated the 
length of the affection would be several months, until the situation has gone completely 
back to normal in the destination.  
 
When asked what they would do if they had a trip booked and they heard about a crisis in 
the destination, the majority of the older members of generation Y said they would more 
easily be in contact either with the travel agency if they had a package tour or with the air-
lines and hotels. Only few of the older members said they would use the internet or other 
sources to look for more information. In contrast, most of the newer members of genera-
tion Y would first look for the information themselves rather than calling anyone. Most of 
the interviewees mentioned they rarely book tickets they cannot change later in case any-
thing happens. In addition, many of them said they would find out whether their travel in-
surance would refund the possible losses.  
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7.4 Main Findings 
The main findings of this research are summarized by the three themes in the picture be-
low. Each colour represents each of the themes. 
 
 
Figure 5. Main Findings 
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8 Discussions 
In this chapter, the research questions presented in the beginning are being answered to. 
Furthermore, this chapter includes the conclusion and reflection of the author’s own learn-
ing process. 
 
8.1 Research question 1 
Which channels are used to find information of the situation in different destinations during 
political crises? 
 
The data strongly suggests that the majority of newer generation Y representatives prefer 
the easiest way to find the information they need. Instead of always having many different 
sources listed, the generation Y members choose the key words and use search engines 
like Google, which was mentioned many times during the interviews. The reliability is then 
estimated by comparing few of the links the search engine provides and also checking the 
date the information was published. In contrast, the older members of generation Y more 
easily get in contact with the companies they have used to book the trips, for instance the 
travel agencies or airlines. In addition, the data suggests that many of the members of 
generation Y use international news channels as a source when they want to know the sit-
uation in a certain destination. The reason for using international news channels rather 
than domestic was that the information does not seem to reach Finland as fast as it 
reaches some other countries.  
 
8.2 Research question 2 
Does this information somehow affect the planning of the trip? If yes, in what sense? 
 
The data strongly indicates that if a destination has a crisis, it makes the generation Y 
members at least consider twice before travelling to that destination. The newer members 
of generation Y are keener on changing the plans without searching for more information, 
whereas the older members would estimate the situation themselves and look for updates 
before deciding whether to make changes on the plans or not. The data suggests, that the 
majority of the generation Y would cancel or at least postpone the trip if the situation in the 
destination was unstable. 
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8.3 Research question 3 
For how long the information has an effect on travellers’ choices? 
 
The data strongly suggests that the majority of the representatives of generation Y need 
several months before going to a destination where crisis has happened. Only few of the 
interviewees believed they could travel to a destinations some weeks after crisis. It was 
mentioned by most of the interviewees that the situation in a destination needs to go back 
to normal completely before they could think of travelling there again.  
 
8.4 The Ministry for Foreign Affairs of Finland 
One of the themes in this research was the Ministry for Foreign Affairs of Finland, since 
there was a will to investigate whether generation Y uses their web site as a source. The 
study strongly indicates that the Ministry is relatively unfamiliar to them. Only few of the 
interviewees said they have thought of it in the context of this research. The majority of 
the interviewees had an opinion that the web site would need some sort of refreshment to 
make it more interesting to them. One of the reasons for not using the Ministry for Foreign 
Affairs of Finland’s web site as a source could be that the Ministry itself is seen as unap-
proachable. 
 
8.5 Conclusions 
The data collected turned out to be eminently comprehensive, even though the goal was 
to interview 20 people and there was 15 interviews conducted in this research. Since the 
answers started to repeat themselves in an early stage after 10 interviewees most likely 
there would not have been a great difference in the answers if more people were inter-
viewed. The interviews were not recorded, yet this was taken into consideration and notes 
were made with even more caution in order to not miss anything. Tuomi and Sarajärvi 
(2018, 182) note that when thinking about the trustworthiness of a qualitative research 
one important aspect is the impartiality of the researcher. It is important to remember that 
the researcher’s own background and views affect the way data is analysed. In this 
research the data was approached as objectively as possible. 
 
As was mentioned in many sources, (Benckendorff, Moscardo & Pendergast, 2009), 
(Lower, 2007), (Vesterinen & Marjaana, 2011) generation Y is used to using technology, 
thus it was not a surprise that the generation Y utilizes technology a lot also to find more  
information during political crises. This research suggests that the internet is in an im-
portant role when the intention is to reach the members of generation Y.  
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In addition, Benckendorff, Moscardo and Pednergast (2009) mentioned that generation Y 
prefers to use other channels than the traditional travel agencies to book their trips. In this 
case the internet, again, plays an important role. The research supports this statement, 
however there is also people among the generation Y who prefer to book everything via 
travel agency and people who use travel agencies for only some of their trips. The re-
search indicates that the role of a travel agency becomes more important during political 
crises, since people who have bought their trip via travel agency most likely contact them 
to get more information of the situation in a destination.  
 
When it comes to political crises, the research shows they evoke all kinds of feelings 
among generation Y. On the other hand they feel sad and emphasize with the people to 
whom these crises are part of their everyday life, but at the same time try to remain opti-
mistic. These crises and the fact that they are becoming more and more frequent 
(Bremmer & Kupchan) has most likely increased the criticality of generation Y as travel-
lers. The research indicates that in case of a crisis, the members of generation Y evaluate 
the situation in a destination and if it seems to be unstable they make changes on their 
travel plans.  
 
The research revealed that the Ministry for Foreign Affairs of Finland is not seen as an ap-
proachable source even though the majority of the interviewees saw it as a reliable one. It 
would be important for the Ministry for Foreign Affairs of Finland to find a way to change 
their image in the eyes of generation Y in order to be able to provide useful information for 
this generation. In the best case this could help the generation Y members to stay more 
secure during their trips, since the Ministry for Foreign Affairs of Finland’s web site has in-
formation that may not be easily found from other sources. 
 
The author believes further studies could dig even deeper into the feelings and thoughts 
political crises evoke in people. It would be interesting to compare different generations in 
this sense.  
 
8.6 Reflection of one’s own learning 
This research project was a great learning opportunity and I am happy I found a topic that 
was interesting to me. When meeting with the commissioner I got a feeling that the project 
was meaningful for them and that they were interested to get the results which then gave 
me extra motivation to do a good job. 
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This project taught me a lot. My time management skills improved significantly, as well as 
my task management skills. I think in the future I am able to better plan my work and life in 
general, because during this project I really had to make schedules in order to get things 
done. In addition, I believe this project helped me to understand how important it is to or-
ganize the tasks you have to do and to see the priorities. I am also happy that during this 
project I learned a lot about the situation in the World. It was truly eye-opening to learn 
about political crises, especially terrorism since it is such a current issue. The project also 
made me question my travel habits and taught me a lot about the way to find relevant and 
updated information about the situations all over the World. 
 
I am happy with the project and the results I got. Yet, I am aware that some things could 
have done differently. For instance the interviews could have been recorded to ensure 
that all the important points were noted and I could have asked more questions to dig 
deeper into the themes. More interviewees could have given different perspectives. In ad-
dition, I could have tried to make this research more academic.  
 
My student life in Haaga-Helia UAS could not have been more educational. I have grown 
not only professionally but also the years in Haaga-Helia have nurtured my mental growth 
as a person. It was great to end the bath with such an interesting project.  
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Appendixes 
Appendix 1. The structure of the theme interviews in Finnish 
Syntymävuosi 
Teema 1 MATKUSTUSTOTTUMUKSET 
1.    Kuinka usein matkustat? (Vapaa-aika, kotimaa/ulkomaat) 
< kerran vuodessa || 1-2 matkaa vuodessa || enemmän kuin 2 matkaa vuodessa 
2.    Suositko valmismatkoja vai buukkaatko kaiken itse? 
3.    Kuinka usein matkustat? (Liikematkustus) 
< kerran vuodessa || 1-2 matkaa vuodessa || enemmän kuin 2 matkaa vuodessa 
4.    Buukkaatko kaiken itse vai järjestääkö joku muu kaiken? 
5.    Mitkä on ne tärkeimmät jutut mitä selvität kohteesta ennen reissua? Mistä lähteistä? 
Teema 2 ULKOMINISTERIÖ 
1.    Onko UM sivusto tuttu, osaatko sanoa millaista tietoa sieltä löytyy? Käytätkö sitä läh-
teenä?  
2.    Tiedätkö mitä ovat Ulkoministeriön ”matkustuksen 4 ämmää” ? 
a.    Matkustustiedote – luetko, tilaatko? 
b.    Matkustusilmoitus – teetkö? 
c.    Matkavakuutus – otatko? 
d.    Matkustusasiakirja – mistä tarkistat mitä tarvitset? 
Teema 3 POLIITTISET KRIISIT 
1.    Mikä mielestäsi on poliittinen kriisi? Onko ollut joskus jotain tilanteita näihin kriiseihin 
liittyen? 
2.    Minkälaisia ajatuksia seuraavat poliittiset kriisit sinussa herättää? 
a.    Maiden väliset sodat 
b.    Sisällissota 
c.    Vallankaappaus 
d.    Terrorismi 
e.    Mielenosoitukset ja levottomuudet 
3.    Mistä lähteistä lähtisit etsimään lisätietoa jos kuulet, että siellä sinun kohteessasi on 
meneillään joku poliittinen kriisi? (Paikalliset / ulkomaiset / kotimaiset lähteet) 
4.    Onko joitain poliittisia kriisejä, mitkä saisivat sinut muuttamaan matkustussuunnitel-
mia tiettyyn kohteeseen/ yleisesti? 
5.    Osaatko arvioida miten pitkän aikaa tuollainen kriisi mahdollisesti vaikuttaisi sinun 
matkustamiseen ja matkojen suunnitteluun? 
6.    Ajatellaan nyt tilanne, että sinulla on varattuna matka (valmismatka/omatoimimatka) 
ja kuulet, että siellä on joku tilanne päällä. Miten lähdet purkamaan tätä tilannetta? 
 
